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The Lincoln 911 Center processes approximately one million telephone calls per year. 
During the year 2001, these telephone calls resulted in 347,620 calls for service.  Of those 
calls for service, 22 citizen complaints were received. 
 
All agency personnel are instructed as to the procedures in place to facilitate the handling 
of complaints in order to gain public confidence.  A Customer Service survey is also 
included on this website to aid in this regard.  The survey is designed to assist the agency 
in seeking information on the level of satisfaction and how services may be improved. 

DISPOSITION REPORT
22 COMPLAINTS RECEIVED FOR 2001
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RUNNING 

TOTAL 
Jan 0 23,596 23,596 0 1,633 1,633 25,229 25,229 
Feb 23,596 48,368 24,772 1,633 3,271 1,638 26,410 51,639 
Mar 48,368 76,413 28,045 3,271 4,900 1,629 29,674 81,313 
Apr 76,413 104,022 27,609 4,900 6,723 1,823 29,432 110,745 
May 104,022 132,669 28,647 6,723 8,537 1,814 30,461 141,206 
Jun 132,669 160,462 27,793 8,537 10,421 1,884 29,677 170,883 
July 160,462 188,570 28,108 10,421 12,285 1,864 29,972 200,855 
Aug 188,570 217,745 29,175 12,285 14,185 1,900 31,075 231,930 
Sep 217,745 245,352 27,607 14,185 16,114 1,929 29,536 261,466 
Oct 245,352 273,908 28,556 16,114 18,224 2,110 30,666 292,132 
Nov 273,908 301,613 27,705 18,224 20,090 1,866 29,571 321,703 
Dec 301,613 326,338 24,725 20,090 21,282 1,192 26,463 348,166 

   326,338   21,282 348,166  



Allegations of misconduct or error on the part of Communications Center personnel 
require a conclusion of fact which will be noted on the review form.  The following 
findings of fact will be used: 
 
Sustained = The investigation has disclosed sufficient evidence to determine the 
complaint is substantiated. 
  
Exonerated = The investigation has determined the incident did occur, but the employee 
involved acted properly in accordance with policy. 
 
Not Sustained = The investigation has been unable to substantiate the complaint.  There 
was insufficient evidence to prove or disprove the allegation. 
 
Unfounded = The complaint is false or not factual; the incident did not occur as reported   
and there was no misconduct/error. 
 
Misconduct/error not based on Complaint = Substantiated employee misconduct, not 
previously alleged in the complaint but determined through the investigation. 
 
Violation of Policy/Procedure = Minor violations generally unintentional or due to lack 
of experience or training. 
  
Policy/Procedure Failure = The employee acted within policy or procedural guidelines, 
or the issue in question does not fall within the scope of existing policy/procedure.  This 
situation indicates the need for review and change of appropriate procedures or drafting 
of new policies. 
 
 
Dispositions Listed Above: 
 
Appropriate disciplinary action will be taken for those complaints which qualify as 
“sustained” or “misconduct/error not based on complaint”.  The Emergency 
Communications Center prides itself on providing high quality customer service to those 
it serves. 
 
 


